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ABSTRACT 
  
Factors of service quality are the most important predictors of patient satisfaction. The purpose of 
this paper is to investigate the relationship between quality healthcare service delivery and patient 
satisfaction at the Nkawie Government Hospital, Ghana. The researchers of this study depended on 
the correlational research design in this research study. In all, 299 of the patients who came for 
treatment at the hospital responded to the questionnaires and descriptive statistics was used to 
analyze the data. The findings of this study show that there is positive relationship between quality 
healthcare service delivery (Physical Environment, Medical and Non-Medical and Administration) 
and patient satisfaction except (Cost) which had a negative relation with patient satisfaction at the 
hospital. The recommendations of this research include the provision of quality healthcare and better 
treatment to the patient who come to seek healthcare at the hospital, conduct regular appraisal of the 
level of satisfaction of their patient, government hospital administrators and operators should not 
over charge patients with the idea that they are providing good service quality and lastly there should 
be cordial relationship between the patient and the medical and non-medical personnel at the hospital. 
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INTRODUCTION 
 
For every developed or developing country to reach 
its economic potential, the wellbeing of the 
population should be the paramount thing of the 
leaders of the country or nation because the quality 
of life the citizen enjoy will automatically increase 
the productivity of the country. The leaders of a 
country can organize a lot of healthcare programs to 
increase the health standards of the citizen in the 
country to become healthy citizens. The main pivot 
on which a country develop its human and economic 
sector is the provision of good healthcare and it is 
very important to study the healthcare systems 
activities and discuss it with healthcare stakeholders 
and other international healthcare organization and 
communities 
1
. Due to the sensitive nature of 
healthcare and the provision of quality health to the 
citizens it has resulted in the acceptance of various 
human right laws to safeguard and increase the needs 
of human being which include the right to adequate 
healthcare and the provision of quality healthcare.  
Lower-Middle-income countries in recent years have 
shown much interest in the development of the 
healthcare sector in Ghana as a response to the cry of 
the citizen of the country. A research study 
conducted recently has made the accessions that 
patient satisfaction has not been standard and 
forthright. The study also recommended that 
satisfaction can either be subjective or individualized 
2
. The Ghana Health Service has established various 
measures which are used to monitor and evaluate the 
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effectiveness and efficiencies of the healthcare 
institutions like Nkawie Government Hospital and 
their staff 
3
.  Ghana has been ranked as the second 
best in term of GDP status in the Economic 
Community of West African State (ECOWAS) 
behind Nigeria which has GDP of 48,066 million as 
compared to 37,543 million of Ghana‘s 4. Ghana has 
done a lot in trying to provide a good and 
modernized healthcare service to its general citizens 
and the great effort of both the Ministry of Health 
and Ghana Health Service have helped in providing 
good healthcare services to the population and 
building of healthcare facilities in districts and rural 
communities in order to bring healthcare to the 
doorstep of the citizens. Move over, the government 
of Ghana will need more efforts to improve and 
stabilize the healthcare delivery system in the 
country; move especially the quality of healthcare the 
citizen will receive from the healthcare providers and 
the quality of healthcare service delivery to citizens 
as perceived by the populace regarding various 
factors. The stakeholder of healthcare services of a 
country as well as their citizens always rate 
healthcare facilities based on the services they render 
to the general public of the country. This paper 
intends to investigate the views of patients on 
services they received at the outpatients ‗department 
of the government hospital in Nkawie. In all, this 
paper will assess patients‘ expectation and services 
rendered at the Nkawie Government Hospital.In 
recent years, there has been a lot of health revolution 
in the healthcare industry which has led to the 
remarkable change in its services delivery. This falls 
in line with the trending healthcare issues around the 
globe. Most Ghanaian patients prefer to seek 
healthcare from private healthcare facilities such as 
private clinics, private laboratory, and private drug 
store on so to government hospitals. The patient goes 
to these private hospitals because they believe that 
the private hospital provides better medical care – 
more efficient and effective healthcare treatment and 
better relationship between the provider and patient 
than the government hospitals. Subsequently, this has 
led to the increasing number private healthcare 
facilities in Ghana 
5
. Therefore, the researchers for 
this study would like to examine patient satisfaction 
and quality healthcare service in Ghanaian 
government hospital, using Nkawie government 
hospital as a case.  
 
LITERATURE REVIEW 
Empirical study 
Recently, Patient satisfaction and quality healthcare 
delivery have been seen as the critical aim in the 
strategy planning processes in hospitals because it 
has contributed to the development of high 
technology patients who are now knowledgeable in 
healthcare issues and policies 
6
. One of the things 
healthcare providers can do to promote quality 
healthcare delivery is to respect the patients‘ needs, 
attitudes and concerns. These patients‘ views will in 
turn influence the social, cultural and personal factors. 
This paper is going to reveal the good side in 
showing more concern to patient views on quality 
healthcare service delivery, since it will result in the 
satisfaction of the patient, helping to maintain the 
services at hospital and improve healthcare 
aftermaths 
7
. Most of the current research literature 
on patient satisfaction and quality healthcare delivery 
are in agreement of the separate uniqueness of the 
two items, their differences in the explanation and 
conceptualization can easily be identify . According 
to 
8
, patient satisfaction and quality healthcare 
service look like the two have similar characteristics 
but they look differently in their description  and are 
assessed in diverse ways 
8
. In the first place, the 
assessment of the satisfaction of a patient is always 
viewed by the experience the patient will have with a 
specific service at a particular hospital while on the 
other hand, perceived quality healthcare delivery is 
not based on the experience that the patient will have 
with the healthcare provider 
9
. Quality healthcare 
service experience will be in the memory of the 
patient for a longer period than patient satisfaction, 
this is as a result of the fact that satisfaction is the 
replication of the patient‘s service experience 10. Also, 
some researchers and practitioners reveal in their 
study that the examination of quality healthcare 
delivery of a service at a hospital will lead to an 
emotive satisfaction evaluation that will result into 
patient retention 
11
. According to 
12
, the quality 
service delivery is of more cognitive item whiles 
patient satisfaction is associated more with the 
affective items. This means that antecedent of 
satisfaction is quality services delivery. Other studies 
which was done by 
13
 reveal that quality healthcare 
delivery agree with the causal link that exist between 
the patient views about quality healthcare and patient 
satisfaction. According to the study by 
14
, they 
examine how a high performance work system and 
patient orientation influence medical and non-
medical personal and patient views of quality 
healthcare delivery and patient satisfaction in out-
patient and in-patient department. The research study 
was in support of the idea that perceived quality 
healthcare service delivery is a determinant of the 
satisfaction of patient who comes to the hospital. A 
study conducted by 
15
 suggested that the needs of 
patient who visited government hospitals should 
always be attended to and the healthcare providers 
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should not use the lack of equipment at the health 
facility of not attending to that patient. They further 
recommended that quality healthcare service delivery 
should be available and reachable when the patients 
need it. Furthermore, 
16
 in their study on the 
satisfaction of the patient in Primary Health Care 
(PHC) and quality of health care, reveal that 
convenience and prolongation of quality healthcare 
service, laboratory investigation, availability of 
medicines, the work rate of the medical and non-
medical staffs and the level of confidentiality that 
will be created at the consultation room are all the 
undercurrents in health care service and should be 
maintained all time to improve patients‘ self-esteem. 
 
According to the study conducted by 
17
 it revealed 
that a relationship between gender and patient 
satisfaction. For instance, it was reveal that women 
who visit the hospital are satisfied with everything 
that goes on at the hospital such as information and 
the continuity of care while on the other hand, men 
who visit the hospital got their satisfaction from the 
attention they received from medical and non-
medical personal. According to 
11
 the measurement 
of patient satisfaction should base on the availability 
of quality healthcare service delivery, administrators 
making sure staffs exercise courtesy towards patient, 
medical person should consider patients as unique 
persons, hospitals should provide adequate health 
information to patients, medical and non-medical 
personnel should answer patient questions politely 
and lastly, medical staffs should redress the wrongs 
with a positive attitude. 
 
According to the study of 
18
 it was revealed that there 
were three things patient value in a hospital and one 
of them is the nursing care, the other things the 
patient values are the good quality equipment and 
affordability. It is believe that if patients are satisfied 
with services they receive from the nursing care at 
hospital, they will always come back to the hospital 
to receive treatment and will even recommend the 
service to friends and family, this will improve the 
standard of marketing for the government hospital 
service to the citizens. These values were meant to 
address the quality healthcare service delivery with 
special interest on result to enhance patient 
satisfaction. 
 
The Conceptual Framework of the Study 
 This paper adopted the behavioral model which was 
promulgated by 
19
 
20
. This model was proposed to 
examine the relationship between patient satisfaction 
and quality healthcare service delivery. This model is 
established on the array of correlated health and 
healthcare behavior from various literatures in 
sociology, economic, psychology and medicine into 
predisposing, enabling and predictors of families‘ use 
of health system for establishing this conceptual 
framework 
 
 
Construct was adopted from by Fogg, 2009 and 
Blanke, Beder, & Klepal, 2017 
 
The main reason why the researcher used this model 
is that, the researcher wanted to use the model to 
build a questionnaire with a very good reliability and 
a great degree of validity. This was to prove the 
strong internal consistency the data used by the 
researcher so that it will be able to measure all that it 
will be assigned to measure. 
 
Methodology 
The research design 
Researchers develop models, for example, multiple 
regressions to serve a draft upon which the research 
investigations were done.  Correlational research 
models were used to explain the relationship between 
the independent variable: X1, X2, X3, and X4 and 
dependent variable (patient satisfaction), Y as 
indicated in the following equation: 
The model from the table 2 can be expressed as 
follows: 
Y= b0 + b1X1 + b2X2 +b3X3 + b4X4 
 
Where  
          Y= Patient Satisfaction 
          X1= Physical Environment 
          X2= Medical and Non-Medical staff 
          X3= Administrative  
          X4= Cost 
           b0= Constant 
Data Analysis of the Study  
The package for social science (SPSS) was used by 
the researcher in the entering and analyzing of the 
data. The researcher adopted the descriptive statistics 
such as the mean of the data and inferential statistics 
such as Pearson correlation, ANOVA, and simple 
regression. The inferential statistics allow the 
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researcher to analysis the correlation among the 
variables in single research 
21
. 
 
Finding and Discussion 
Descriptive statistics 
Table 1: Model Summary 
R R Square Adjusted R Square Std. Error of the Estimate 
.958a 0.917 0.916 0.18373 
Predictors: Services delivered X1, X2, X3, X4 
Dependent Variable: Client Satisfaction Y 
 
The multiple R represents the correlation between the 
dependent variable (patient satisfaction) and 
independent variable (quality services delivery). The 
above table reveals that correlation between the 
dependent variable and the independent variables 
was as high as 0.958 
The multiple R square (R
2
) also represents the 
proportion of variables in the independent variables 
which has with the dependent variables. This 
proportion is a good indicator of the explanatory 
power of the regression model.  
The multiple R square (R
2
) is the proportion of 
variance in the dependent variable concomitant with 
variance in the dependent variables. This proportion 
is a good indicator of the explanatory power of the 
regression model. From the table 1, R
2 
is 0.917. By 
this, it means that Y (patient satisfaction), according 
to table 1, is 91.7% affected by the independent 
variable X (quality service delivery). The rest of the 
8.3% of the items  that were not found from the 
model summary can be associated with the 
respondent‘s differences in characteristic such as age, 
level of education and their gender, days spend at the 
hospital, health status of the patient and the insurance 
cover of the patient.  
Table 2. Regression Coefficient 
 
Therefore;    b0=0.123,     b1=0.341, b2=0.176,   
b3=0.431, b4=0.019  
 Thus,  
           Y= 0.123+ 0.341X1+ 0.176X2+ 0.431X3 + 
0.019X4                                                   (2) 
 
Since X4, is not a significant predictor, the regression 
equation (2) can be written as  
  Y= 0.123+ 0.341X1+ 0.176X2+ 
0.431X3 ……………………………………… (3) 
 
In this paper the beta column show the value of 
standardized regression coefficient. Beta indicates 
the effect differences the independent variable will 
have on the dependent variable in standard deviation 
(the standardized scores of the dependent variable). 
As shown in table 2, X3 (Administrative) is a major 
predicator of Y (Patient Satisfaction). The results 
show that the regression analysis of the 
unstandardized beta when X3 (Administration) 
regressed against the Y (Patient Satisfaction) was 
0.431 with t-value of 8.528 which is far greater than 
2.00 and a p-value of 0.000 (<0.005). This revealed 
that X3 (Administrative) is a significant predicator of 
Y (Patient Satisfaction). 
 
Also, from table 2, it was revealed that the physical 
environment predicts patient satisfaction, this is 
because regression analysis of the unstandardized 
beta when X1 (Physical Environment) was regressed 
against Y (Patient Satisfaction) was 0.341 with a t-
value of 6.184 which was far greater than 2.00 and p-
value of 0.000 (<0.005). This shows that there is a 
positive relation between physical environment and 
patient satisfaction. 
It was also revealed that X2 (Medical and Non-
Medical Staff) was a predicator to Y (Patient 
Satisfaction), the researcher tried explaining this as 
the regression analysis of the unstandardized beta 
when X2(Medical and Non-Medical staff) which has 
been regressed against the Y (Patient Satisfaction) 
was 0.176 with t-value of 3.475 which is greater than 
2.00 and a p-value of 0.001 (<0.005). This shows that 
there is a positive relation between Medical and Non-
Medical staff and patient satisfaction. Furthermore, 
the results indicate that Cost is not a predicator to 
Patient Satisfaction. This is so because the regression 
analysis of the unstandardized beta when X4 (Cost) 
regressed against Y (Patient Satisfaction) was 0.019 
with a t-value 0.570 which is far lower than 2.00 and 
a p-value of 0.569 (<0.005). This shows that there is 
no relation between the cost and patient satisfaction. 
 
DISCUSSION  
The result of this paper shows that patients of 
Nkawie Government Hospital were satisfied with the 
services they received. The four constructs used in 
this paper explain 91.7% variance in the patient 
satisfaction. R
2
 values above  are indicative of great 
variance in the model 
22
 and the hypothetical model 
relatively predicted the effectiveness in giving 
explanation of the association between service 
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quality and satisfaction from the patient‘s views in 
hospitals which is in line with pervious results 
23
. 
This paper reveals that patients who were satisfied 
with physical environment were so because the 
Nkawie Government Hospital has some up to date 
modern equipment and the another older equipment 
were well maintained by the hospital. Some past 
studies on healthcare tried to evaluate the effect of 
modern healthcare equipment and the environment of 
healthcare institutions to the satisfaction of the 
patient 
24
 and it was revealed that patients who had 
enjoyed the physical environment of the hospital and 
are satisfied with the services at the hospital were 
ready to select the same government hospital at any 
time. A patient may return to a hospital based on the 
good service quality received from the hospital 
25
.  
The moment a patient feels well after being 
discharged from the hospital, they become satisfied 
with the service quality from the hospital and its 
providers. Patients who were satisfied with quality 
services from government hospitals established 
positive relationship with medical and non-medical 
staff at the hospital. According to 
26
 hospitals which 
meets the needs of their patients are likely to fully 
satisfy their clients and establish a long term 
relationship with such clients. It has been said by 
some researchers that the provision of healthcare 
equipment and healthcare personnel is one of the 
effective variables of patient‘s satisfaction 27. 
Furthermore, to satisfy most of the patients who visit 
the hospital, there should be effective administrative 
structure in place at the hospital. It has been revealed 
by some researchers that the administrative structure 
of the hospital should show much interest in the 
problems of the patients and be ready to solve them 
28
. This paper proposes that because the work of the 
administration structure is very important at the 
hospital, patients should be very careful when they 
interact with them. And it is also said that 
administrative officers and their various staffs in the 
hospitals need to be encouraged to have a strong 
bond with the patients who visit the government 
hospital which is in line with what other researchers 
have done on administration structure as a quality 
service delivery and patient satisfaction 
29
. 
Even though according to 
30
, one of the determining 
factors in patient satisfaction is the service cost at the 
private hospital. And the cost of medical service is 
one of the important factors to determine the number 
of people who will have the chance to go to the 
hospital and access its facilities. This research study 
reveals that the view of patients on service costs had 
no greater influence on patient satisfaction so if the 
patient has negative or positive view on the service 
cost, it will not in any way affect how the patient will 
be satisfied with the private hospital. It was so 
because most of the patients who come to the 
hospital have registered with the National Health 
Insurance Scheme (NHIS) in Ghana. And those who 
did not have NHIS were ready to pay any amount if 
only the health problems were catered for and the 
information about their healthcare is kept 
confidential which is in line with what other 
researchers has done on quality service delivery and 
patient satisfaction already 
31
. 
Conclusion 
This paper concluded that there was a strong 
relationship between three constructs (Physical 
Environment, Medical and Non-Medical staff) of 
quality service delivery and patient satisfaction 
except one of the construct (Cost) which does not 
have relationship with patient satisfaction. It was 
further observed that the government hospital at 
Nkawie was giving quality healthcare services to 
their patient and the process and procedure and 
personnel at the hospital were appreciated by the 
patients who visit the hospital. Even though, different 
characteristics such as age, level of education and 
their gender, day spend at the hospital, health status 
of the patient and the insurance cover of the patient 
were not part of the study they would have an impact 
on the patient satisfaction. This paper gives some 
recommendations to decision-making and 
management body of the hospitals such as the 
Ministry of Health, Health Services, National health 
Directory and Hospital Management. In the first 
place, the researcher recommends that for 
government hospital to remain relevant in this 
competitive healthcare industry, they should try their 
best to provide quality healthcare and better 
treatment to the patient who come to seek healthcare 
at the hospital. Again, for the management of the 
government hospital to know and maintain the 
satisfaction level of their patient, they should conduct 
regular appraisal of the level of satisfaction of their 
patient. This will give the hospital the broad view of 
all other factors of services delivery they should 
improve. Thirdly, government hospital administrators 
and operators should not overcharge patients with the 
idea that they are providing good service quality, 
even though the patients will not be much concerned 
with the charge. The paper furthermore, recommends 
that, the administrators of government hospital 
should make sure medical personnel spend shorter 
time with patient who visit the hospital, limiting one 
admission into the hospital and decrease the time 
doctors spend at the operation consulting room will 
lead to better administrative quality. Fourthly, this 
study recommends that for patient to be satisfied with 
the service quality delivery at a government hospital, 
Volume 6 | Issue 2 | January-December-2019 [(7)3: 902-909] | http://onlinejournal.org.uk/index.php/cajast/index  
there should be cordial relationship between the 
patient and the medical and non-medical officers like 
the doctor, nurses and the administrators at the 
hospital. Lastly, there should be regular healthcare 
education campaign within the communities and 
villages around to increase the community‘s 
awareness and understanding of health services, the 
administration of government hospital should 
develop a sense of ownership among the citizens, 
which will encourage positive participation among 
citizen. The researchers suggest that future studies 
can focus on the relationship between patients‘ 
satisfaction with quality healthcare services delivery 
provided at a private hospitals or Community Health 
Centre‘s (CHC) to improve the knowledge in-depth 
in the relationship between the factors of quality 
healthcare service delivery in these health institution 
as the researcher of this study investigated the 
relationship between quality healthcare service 
delivery and patient satisfaction in government 
hospitals.  
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